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	MANAGING DIRECTOR'S ENDORSEMENT
This Social Responsibility Risk Management Procedure is endorsed by the Managing Director of South West Design Africa Limited (SWDA) as a mandatory control document within the SWDA HSE Management System (HSE-MS). SWDA is accountable for the effectiveness of its Stakeholder Engagement Mechanisms and Grievance Channels, and for the measurable performance of its social responsibility commitments. The Key Performance Indicators (KPIs) in Section 8 shall be reported and audited as described in this Procedure, and any KPI shortfall shall be brought to my attention without delay.



1.0 PURPOSE
This Procedure establishes how South West Design Africa Limited (SWDA) manages Social Responsibility risk — including the mechanisms it uses to engage stakeholders, the channels available for stakeholders to raise grievances, and the Key Performance Indicators (KPIs) used to measure and audit social performance. It ensures SWDA's social commitments to host communities and other stakeholders are delivered, measured, and independently verified, and that shortfalls are identified and corrected before they escalate.
This Procedure works alongside, and does not replace, the SWDA Community Engagement & Social Risk Management Procedure (Ref. SWDA-HSE-PROC-04.3.7), which governs day-to-day stakeholder mapping and engagement planning, and the SWDA Social Impact Assessment (SIA) Procedure to ALARP Levels (Ref. SWDA-HSE-PROC-04.4.2), which governs the assessment and mitigation of specific social impacts. This Procedure adds the auditable KPI framework by which SWDA measures the effectiveness of both.
2.0 SCOPE
This Procedure applies to all Social Responsibility risk, stakeholder engagement, and grievance-handling activity connected with the five (5) RAEC Project locations, or any other SWDA operation, and to all SWDA Employees, Contractors and Subcontractors.
3.0 DEFINITIONS
1. Social Responsibility Risk — the risk that SWDA fails to meet its social, ethical or community-related commitments, or that its operations cause unmanaged harm to a stakeholder.
1. Stakeholder Engagement Mechanism — a defined method by which SWDA proactively engages a stakeholder group (Ref. Section 6).
1. Grievance Channel — a defined method by which a stakeholder may raise a concern or complaint (Ref. Section 7).
1. Key Performance Indicator (KPI) — a measurable indicator used to track and audit social performance (Ref. Section 8).
1. Social Performance KPI Dashboard — the quarterly compiled report of KPI results presented to the CESRC and Managing Director.
1. CESRC — the Community Engagement & Social Risk Committee, as described in the SWDA Community Engagement & Social Risk Management Procedure (Ref. SWDA-HSE-PROC-04.3.7).
4.0 RESPONSIBILITIES
Roles and responsibilities for operating this Procedure are summarised below, and are exercised consistently with the HSE Organisation described in HSEP Section 4.3.
	ROLE
	SOCIAL RESPONSIBILITY RISK MANAGEMENT RESPONSIBILITY

	Managing Director (MD)
	Endorses this Procedure; receives the quarterly Social Performance KPI Dashboard (Section 8); approves the response to any KPI breach or High social risk; ensures adequate resources for community commitments and grievance resolution.

	HSE Manager / Management Representative
	Owns this Procedure; integrates Social Responsibility risk into the HSE-MS; ensures KPI data is collected, verified and reported; includes social performance in the HSE Audit Programme (Ref. HSEP Sec. 4.7).

	Community Liaison / Social Performance Officer
	Operates the Stakeholder Engagement Mechanisms (Section 6) and Grievance Channels (Section 7); collects and reports KPI data (Section 8); maintains the Stakeholder, Social Risk and Grievance Registers.

	Community Engagement & Social Risk Committee (CESRC)
	Reviews the KPI Dashboard and social risk register quarterly; agrees corrective actions for any KPI not meeting target; recommends High-risk items and material findings to the MD.

	HSE Auditors (Internal / Independent)
	Verify KPI data integrity and grievance-handling records as part of the HSE Audit Programme; test a sample of closed grievances for timeliness and quality of resolution; report findings to the HSE Manager and MD.

	Project / Site Managers & Supervisors
	Ensure grievance channels are visible and accessible on site; support timely investigation of grievances raised within their area; implement corrective actions assigned to them.

	All Employees & Contractors/Subcontractors
	Comply with the Code of Conduct in all community dealings; direct any community concern to an approved grievance channel; do not attempt to resolve grievances informally or make unauthorised commitments.


5.0 SOCIAL RESPONSIBILITY RISK PILLARS
SWDA manages Social Responsibility risk against the following six pillars, each of which is reflected in the KPI framework in Section 8.
	SOCIAL RESPONSIBILITY PILLAR
	ILLUSTRATIVE RISK FOCUS (NOT EXHAUSTIVE)

	Human Rights & Labour Standards
	Fair treatment, non-discrimination, freedom from forced or child labour, and respectful conduct toward host community members and the SWDA/Contractor workforce.

	Community Development & Local Content
	Delivery of local employment, procurement and skills-development commitments, including those made under Host Community MOUs/GMoUs or Nigerian Content requirements.

	Community Health, Safety & Environment
	Social dimension of HSE impacts on host communities (Ref. SWDA SIA Procedure, SWDA-HSE-PROC-04.4.2) — traffic, noise, access disruption and environmental effects experienced by communities.

	Security & Human Rights
	Alignment of any security interface with host communities to the Voluntary Principles on Security & Human Rights — proportionate, non-confrontational engagement.

	Ethical Conduct & Anti-Corruption
	Prevention of improper payments, favouritism or coercion in community dealings, recruitment, or contracting with community-linked suppliers.

	Grievance & Remedy
	Availability, accessibility and effectiveness of channels for stakeholders to raise concerns and receive a fair, timely resolution (Ref. Section 7).


6.0 STAKEHOLDER ENGAGEMENT MECHANISMS
SWDA maintains the following mechanisms for proactive stakeholder engagement, consistent with the Stakeholder Register and Engagement Plans maintained under the SWDA Community Engagement & Social Risk Management Procedure (Ref. SWDA-HSE-PROC-04.3.7):
	MECHANISM
	PURPOSE
	FREQUENCY

	Community / Town Hall Meetings
	Pre-mobilisation and periodic meetings with host communities to explain Project activities and gather feedback.
	Quarterly / pre-mobilisation

	Host Community Development Trust (HCDT) Liaison
	Structured liaison with HCDT Boards / Community Development Committees where applicable under the PIA 2021.
	As required / quarterly

	Host Community MOU / GMoU Review Meetings
	Joint review of commitments and progress under signed Host Community Agreements.
	Quarterly

	Community Liaison Desk (in-person)
	Standing point of contact at or near each Tank Site for questions, feedback or grievances.
	Continuous

	Notice Boards & Written Communication
	Posting of Project schedules, safety notices and contact details at agreed community locations.
	Ongoing, updated as needed

	Internal Toolbox Talks & Briefings
	Briefing of SWDA and Contractor personnel on community protocols before mobilisation to each site.
	Pre-mobilisation and as needed


7.0 GRIEVANCE CHANNELS & HANDLING PROCESS
7.1 Grievance Channels
SWDA makes the following channels available to all stakeholders, publicised at each Tank Site, in Community Engagement materials, and through Host Community leadership structures. No channel requires a fee, and all channels accept anonymous submissions where the complainant prefers not to be identified:
	CHANNEL
	HOW IT WORKS
	AVAILABLE TO

	Community Liaison Desk (walk-in)
	Present in person at the desk maintained at or near each Tank Site.
	All stakeholders

	Grievance Hotline (phone / SMS)
	Call or SMS a published SWDA community contact number.
	All stakeholders

	Written Letter / Complaint Form
	Submit a written complaint via a Complaint/Suggestion Box at site, or by letter to the Community Liaison Officer.
	All stakeholders

	Traditional / Community Leader Referral
	Raise a concern through a recognised traditional ruler, Community Development Committee, or HCDT representative.
	Host community members

	Email
	Send a written grievance to the published SWDA community engagement email address.
	All stakeholders (where accessible)

	Anonymous Reporting
	Raise a concern without disclosing identity, where the complainant prefers not to be identified.
	All stakeholders



7.2  Grievance Handling Process
Every grievance, regardless of channel, is handled through the following six stages:
Stage 1 — Receive & Acknowledge
Every grievance, from any channel in Section 7.1, is logged in the Grievance Log with a unique reference and acknowledged to the complainant within 5 working days.
Stage 2 — Categorise & Screen
The grievance is categorised against the Social Responsibility Pillars (Section 5) and screened for severity, consistent with the risk screening approach in the SWDA Community Engagement & Social Risk Management Procedure (Ref. SWDA-HSE-PROC-04.3.7).
Stage 3 — Investigate
The Community Liaison Officer investigates the grievance, with support from Operations, Security or Legal as needed, and identifies a proposed resolution.


Stage 4 — Resolve
The proposed resolution is agreed with the complainant wherever possible and implemented. Grievances indicating an unassessed social impact are referred to the SWDA SIA Procedure (Ref. SWDA-HSE-PROC-04.4.2).
Stage 5 — Close & Confirm
The grievance is closed once the complainant confirms the resolution is acceptable, or, where agreement cannot be reached, once all reasonable resolution steps have been documented and communicated.
Stage 6 — Appeal
A complainant who is not satisfied with the outcome may request review by the CESRC; unresolved High-severity grievances are escalated to the Managing Director.
8.0 KEY PERFORMANCE INDICATORS (KPIs) FOR AUDITING
SWDA measures and audits its social performance against the following KPIs. Results are compiled into a quarterly Social Performance KPI Dashboard (Ref. Section 9) and form part of the SWDA HSE Audit Programme (Ref. HSEP Sec. 4.7).
	KPI
	DEFINITION
	TARGET
	FREQUENCY
	DATA SOURCE

	Grievance Acknowledgement Timeliness
	% of grievances acknowledged to the complainant within 5 working days of receipt
	100%
	Monthly
	Grievance Log

	Grievance Resolution Cycle Time
	Average number of calendar days from receipt to close-out of a grievance
	≤ 30 days
	Monthly
	Grievance Log

	Grievance Closure Rate
	% of grievances raised in the period that are closed within the same period
	≥ 90%
	Quarterly
	Grievance Log

	Repeat Grievance Rate
	% of closed grievances that recur on the same root cause within 90 days
	< 10%
	Quarterly
	Grievance Log

	Stakeholder Engagement Coverage
	% of mapped stakeholders (Ref. Stakeholder Register) engaged at least once in the period
	100%
	Quarterly
	Stakeholder Register / Engagement Log

	Engagement Sessions Held vs Planned
	% of scheduled community/HCDT engagement sessions actually held
	≥ 95%
	Quarterly
	Engagement Log

	Local Employment Ratio
	% of Project workforce sourced from host communities, against Contract/PIA commitment
	Per Contract/MOU commitment
	Quarterly
	Personnel List (Ref. HSEP Table 4) / HR Records

	MOU/GMoU Commitment Delivery
	% of Host Community Agreement commitments delivered on or ahead of schedule
	100%
	Quarterly
	MOU/GMoU Register

	Social Risk Register Currency
	% of logged social risks reviewed within their scheduled review cycle (Ref. SWDA-HSE-PROC-04.3.7)
	100%
	Quarterly
	Social Risk Register

	High-Risk Social Incidents
	Number of social incidents assessed as High risk in the period
	0 unmanaged
	Monthly
	Social Risk Register / Incident Reports

	Security-Related Community Incidents
	Number of incidents involving security personnel and community members
	0
	Monthly
	Security Incident Log

	Community Protocol Training Coverage
	% of Employees & Contractors completing community-protocol / Code of Conduct induction before site mobilisation
	100%
	Per mobilisation
	Training Records

	Audit Non-Conformance Closure Rate
	% of Social Responsibility audit findings closed by their agreed due date
	100%
	Quarterly
	HSE Audit Programme (Ref. HSEP Sec. 4.7)


9.0 AUDITING & REPORTING PROCESS
SWDA operates the following five-step process to collect, verify, report and act on the KPIs in Section 8:
Step 1 — Data Collection
The Community Liaison / Social Performance Officer collects KPI data monthly or quarterly as specified in Section 8, from the Grievance Log, Stakeholder Register, Social Risk Register, MOU/GMoU Register, Engagement Log and Training Records.
Step 2 — Verification
The HSE Manager reviews KPI data for completeness and accuracy before it is reported; HSE Auditors independently test a sample of records as part of the HSE Audit Programme (Ref. HSEP Sec. 4.7).
Step 3 — Reporting
A Social Performance KPI Dashboard is compiled quarterly and presented to the CESRC; any KPI below target is flagged with a root-cause note.
Step 4 — Corrective Action
The CESRC agrees corrective actions and owners for any KPI not meeting target; High-severity findings or missed High-risk KPIs are escalated to the Managing Director.
Step 5 — Management Review
Social Performance KPI trends, audit findings and corrective action status are a standing item of the annual Management Review of the HSE-MS (Ref. HSEP Sec. 4.8), and are reported to RAEC where required by Contract.
10.0 NON-CONFORMANCE & CORRECTIVE ACTION
Any KPI result below target, any audit finding of a missing or ineffective grievance record, or any grievance handled outside this Procedure, is logged as a non-conformance, assigned an owner and a target close-out date, and tracked to close-out consistent with SWDA's corrective and preventive action procedures (Ref. HSEP Sec. 4.7). Repeated or unresolved non-conformances are escalated to the Managing Director.
11.0 TRAINING, COMMUNICATION & DOCUMENT CONTROL
All Employees, Contractors and Subcontractors receive training on the Grievance Channels and the Code of Conduct as part of HSE induction, reinforced through toolbox talks before mobilisation to each new site. Grievance Channels and KPI performance headlines are communicated to host communities through the Stakeholder Engagement Mechanisms in Section 6. All HSE-MS documents affected are updated and re-issued under document control consistent with HSEP Section 4.3.4.
12.0 MANAGEMENT REVIEW
The Social Performance KPI Dashboard, grievance-handling performance, and audit findings are a standing item of the annual Management Review of the HSE-MS (Ref. HSEP Sec. 4.8), and are reported to the Managing Director quarterly and to RAEC where required by Contract.

ENDORSED FOR IMPLEMENTATION:
	Signature: [image: ]
Name: Gliffeth Wonuigwe
	Title: Managing Director, SWDA
Date: 18th August 2025
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